Preventing Burnout

A structural blueprint for navigating /,__;

empathy fatigue, optimizing workflows,
and building resilient teams Y o
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Based on insights by
Mayuresh Shilotri



The Anatomy of CS Burnout:
The Slow Creep

(Role Demands + Environmental Friction) - Systemic Support = Burnout
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The compounding weight
Constant availability and of tangible outcomes—
responsiveness. The retention, expansion,
erosion of personal and CSAT—acting as a
boundaries caused by an s constant reminder of

always-on culture. = potential failure.

labor of absorbing
frustrations daily;
carrying the weight
of every customer's
problem.




Environmental Accelerants:
The Friction Multipliers
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Resource
Drought

Performing miracles with
skeleton crews, inadequate
tools, or a disconnect between
leadership's vision and

ground realities.

Operational *
Quicksand

Outdated processes,
convoluted approval systems,
and manual data entry that
slow momentum and drain
energy.

The Marathon
Disconnect

Unmanageable workloads
combined with expectations
that ignore human limits—
running a marathon without
adequate rest.

Insufficient Support
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Firebreak I:
Establishing Invisible Fences
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Off-hours
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Unscoped
Requests —

Distractions

Temporal Fences (Hours)

Define strict start and end times. Communicate
boundaries to teams and customers. We are not
on-call 24/7.
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Digital Fences (Channels)

Create focus lanes. Schedule email checks, utilize
designated focus time with silenced notifications,
and set SLA expectations.
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Scope Fences (The Constructive No)

Decline unfeasible requests by offering alternative
timelines or solutions. Saying 'no’ is an honest
assessment of capacity.
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~ Firebreak IlI: The Self-Care Triad

Self-care Is not a luxury; it is the bedrock upon which our ability to perform rests.
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| Physical Foundation 1 |

- Sleep: Essential for cognitive function.
- Nutrition: The basic fuel for demanding roles.
. - Movement: Physical release to reduce systemic stress.

=

e ' Social Safety Net

- Mindfulness: Techniques to stay , - Connection: Nurturing relationships outside
present and reduce rumination. <— of work.
- Release: Healthy coping mechanisms - Peer Support: Trusted networks to share
. (ournaling, hobbies) for pent-up tension. . experiences and catch us when we falter.
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Resilient Workflows:
The CS Action Matrix

Importance

Schedule Do Now

Proactive QBR prep, strategic account Critical customer escalations,
mapping, relationship building. immediate renewal risks.

Time Block this! Choreograph your day.

Eliminate Delegate / Automate

Redundant internal meetings, excessive Routine follow-ups, standard report
context switching. generation, CRM updates.

_—
Urgency

Operational Tactic: Task Batching. Group similar tasks into designated blocks to

prevent the massive energy drain of context switching.
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Resilient Workflows:
Technology as a Lever

Admin &
Reactive Tasks

A
Proactive Insights Collaboration Automation
Harness customer data to Utilize project management Free up mental load by
anticipate needs before they tools for transparent workflows, automating repetitive mundane
escalate. Shift the role from shared goals, and fewer activities (CRM record updates,
reactive problem-solver to miscommunications. routine follow-up emails). Act
proactive strategist. as a smart assistant.
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The Leadership Shield: Systemic Support

Burnout is a symptom of systemic issues;
leadership dictates the boundaries we can maintain.

Culture of Rest

Actively encouraging true
disconnection, PTO, flexible work
arrangements, and accessible
mental health resources (EAPs)

- without stigma.

Workload Advocacy

Managers acting as gatekeepers,
managing resource allocation,
and pushing back against
unrealistic top-down
expectations.

Empathy & Check-ins

Creating safe spaces for open
communication and genuine
check-ins that go far beyond
performance metrics.
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The Burnout Diagnostic Dashboard

Telemetry points leadership must monitor to catch the slow creep of exhaustion.

Work Hours

Escalation Rate

Turnover Rate

Danger zone > 50 hrs/week.

Impact: Core risk factor.

Danger zone > 15%.

CSAT IScore

Impact: High stress trigger.

Danger zone < 80%.

Admin Time

Impact: Increased pressure.

Danger zone > 30%.

Prescription: Automate routine tasks.

Danger zone > 25%.

Impact: The ultimate lagging indicator.

Break Frequency

Danger zone < 3 per day.

Prescription: Mandate scheduled recovery.
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The Antidote to Stagnation:
Continuous Growth

Protected Cross-Training: Expanding
: skills to prevent monotony
Boundaries and build adaptability.

Our well-being is not
Continuous [P secondary e Sustainable
Growth it is the very foundation ™Y I

upon which our ability

to serve rests.

New Challenges: Taking _/’ Mentorship: Building a network
stretch assignments to \\ of experienced navigators for
grow our sails and catch ~! Engagement | guidance and peer support.
new winds. & Energy




